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Appendix O

CAHPS® for ACOs Survey
ACO-12 Instructions and CATI Script

Instructions for Conducting the Survey via CATI

Overview

This telephone interview script is provided to assist interviewers while attempting
to administer the CAHPS for ACOs Survey.

Instructions for Survey Vendors:

The scripts provided in this document use the same questions as those
found in the mail version of the CAHPS for ACOs Survey

To ensure comparability, neither an ACO nor a survey vendor may
change the wording of the survey questions, the response categories, or
the order of the questions in any of the surveys

All text that appears in lowercase letters must be read out loud

For all questions that use “Never/Sometimes/Usually/Always” response
scale, the interviewer should say “Would you say...” before reading the
response options to the respondent

Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPERCASE LETTERING, or italicized
must be emphasized

Words that appear in < > are instructions or for informational purposes
only and must not be read aloud

‘DON'T KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY).

Text that appears within [SQUARE BRACKETS] are used to show
programming instructions that must not actually appear on electronic
telephone interviewing system screens

Only one language must appear on the electronic interviewing system
screen
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Some items can and should be skipped by certain beneficiaries

o Dependent questions that are appropriately skipped should be

coded as “88-NOT APPLICABLE”

Skip patterns should be programmed into the electronic telephone
interviewing system. For example, if a beneficiary answers “No” to a
screener question, the program should skip and go to the next screener
guestion. The dependent questions between the screener questions must
then be coded as “88-NOT APPLICABLE”. Coding may be done
automatically by the telephone interviewing system or later during data
preparation.
When a response to a screener question is not obtained (“98-DON'T
KNOW” or “99-REFUSED” are considered responses), the screener
guestion and any questions in the skip pattern should be coded as “M-
MISSING.” In this case, the telephone interviewing system should be
programmed to skip the dependent question(s) and go to the next
screener question. Coding may be done automatically by the telephone
interviewing system or later during data preparation.
When a respondent suspends an interview and does not resume, the
unanswered screener questions should be coded “M — Missing.”
Survey vendors may not underline or use bold letters to emphasize words
or questions other than what is already included in the final version of the
guestionnaires provided by CMS
Please note that the telephone script contains two questions from the
guestionnaires that ask about receiving assistance (proxy respondent).
The questions “Did someone help you complete this survey?” and “How
did that person help you?” are to be completed by the interviewer based
on the respondent’s (or proxy’s) role during the interview.

o These two questions about proxy respondents may be placed after

the END screen

In the event that a beneficiary is unable to complete the interview
himself/herself, a proxy interview may be conducted provided the
telephone interviewer is able to identify a suitable proxy respondent
(someone who knows the beneficiary well and is able to answer health
related questions about the beneficiary accurately). However, the
telephone interviewer must obtain the beneficiary’s permission to have a
proxy respondent assist them with the interview or complete the interview
for them. If the interviewer is unable to speak to the beneficiary directly in
order to identify a proxy respondent and obtain his/her permission to do
the interview for them, they must not proceed with the interview. The CATI
introductory script includes a script for identifying and obtaining consent to
complete a proxy interview, as well as a reminder for the proxy respondent
to answer the survey questions about the beneficiary.
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< To ensure that proxy respondents answer survey questions about the
beneficiary, all proxy survey questions must be reworded to reference the
selected beneficiary:

EXAMPLES:

Q4 In the last 6 months, how many times did [BENEFICIARY NAME] visit
this provider to get care for [himself/herself]? Would [he/she] say:

Q45 In the last 6 months, did [BENEFICIARY NAME] try to make any
appointments with specialists?

These next questions are about [BENEFICIARY NAME] and will help us to
describe the people who participate in this survey.

Q57 In general, how would [BENEFICIARY NAME] rate [his/her] overall
health? Would [he/she] say:

Instructions for Telephone Interviewer

« Interviewers must ask the survey questions and record the respondent’s
responses in a standardized and consistent way, probing as necessary

e Suggested probes are indicated by (PROBE “IF NEEDED: TEXT IS IN
ALL UPPER CASE LETTERING.”

« Characters in < > are instructions or for informational purposes only and
must not be read aloud

« Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY)

- “‘DONT KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

« Interviewers should read aloud all text that appears in lowercase letters

» Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPER CASE LETTERING, or italicized
must be emphasized by the interviewer

- Interviewers must follow basic interviewing conventions such as:

o Conducting the interview in a neutral and unbiased fashion

o Probing for complete answers in a neutral and professional
manner

o Reading all questions, transition phrases, and response
options exactly as written
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o Reading all response options in lowercase

o Maintaining the integrity of the questionnaire content by asking
each question consistently and in the correct order, and without
skipping any questions inappropriately

o Recording responses accurately

o Reading questions at an appropriate speed (at a normal
pace, neither too fast, nor too slow)

o Repeating questions as necessary

< Interviewers should avoid assuming answers ahead of time, interpreting
answers provided, or suggesting answers

« Interviewers should avoid giving their opinion, even when asked; Interviewers
should provide positive but neutral feedback to maintain cooperation and to
show appreciation for the respondent’s contribution of time and effort.
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CATI SCRIPT — NATIONAL IMPLEMENTATION SURVEY

<THE PURPOSE OF THE INTRO1 SCREEN IS TO PROTECT THE PRIVACY OF
THE SAMPLED PERSON (SP). THE INTERVIEWER DOES NOT PROVIDE DETAILS
ABOUT THE SURVEY UNTIL HE/SHE IS SPEAKING WITH THE SAMPLED
PERSON. AT NO POINT DOES THE INTERVIEWER MENTION A PROVIDER
NAME TO ANYONE OTHER THAN THE SAMPLED MEMBER. IN ADDITION, NO
MESSAGES ARE TO BE LEFT ON AN ANSWERING MACHINE OR VOICE MAIL.>

INTRO1
otE5M R, [BENEFICIARY NAME] 21t 85t 4= U277

IF NEEDED: Medicare %! Medicaid AH|A ME{(CMS)2| ®E| A E(Walter Stone) M7}

H i HX|ep gredsh Mt =& LI

1 YES [GO TO INTROZ2]

2 SP NOT AVAILABLE RIGHT NOW [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6  SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8  SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOO ILL [GO TO PROXY1]

12  SP IS DECEASED [GO TO NON-INTERVIEW
SCREEN]

13 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]

PROXY1
Tz ZAgof 23 CIE{F 0l [BENEFICIARY NAME] =AM ZEo{sHF A ZHE 37
fla M= ELICH 2l Chial QIR E CHE AHE 2 XI™stA = /&Lt 1o

25l [BENEFICIARY LAST NAME] =2t &7+ S35t 1 AlaLich.

fjo

1 YES [GO TO PROXY?2]

2 NO [GO TO NON-INTERVIEW
SCREEN]

3 REFUSAL [GO TO REFUSAL MODULE]
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PROXY2
AN O|&2 [INTERVIEWER NAME] 0|22 A= Medicare & Medicaid MH|A
MIE{(CMS)E CHAISH #5HH K[k 6 7HZH o|Atet ZEE AL BhEoi CHEt RIE{F o Eo45H

FH NS 2Fst7| flsl M ERIGLICH

O| 2IE{RE Oix|=Hl =0l ERetA|H 7t F = 712 27 2stoig Fst7t ZEZof
Hols NWg 55 g = JaLith QUERE 0HE + elg X Z2H FstE 2lsH
7tEolLt 7ht2 ElF7F CHl QIE RSt S & &+ U&LICE ol 22 Tlstoll CHal &
21 Aor Xl 6 7HAZ Fetel ofAtet ZtE AL & Eof CiEF 220l WESHA CHEE
= QUd04ok BL|ct

ClE{ RO 228 FHL CH&l CQIE{RSHE 20| U24I7tR?

1 YES, HELP WITH INTERVIEW [GO TO PROXY3]

2 YES, DO INTERVIEW FOR SP [GO TO PROXYA4]

3 NO [GO TO NON-INTERVIEW
SCREEN]

4 REFUSAL [GO TO REFUSAL MODULE]

PROXY3

TISHAM QIEIR ol Hst=nl =2 & 22| 0|F0| ofEAH EAlLtR?
ENTER NAME:
OE0| X|F Foll AALLR?

1 YES [GO TO INTROZ2]

2 NO, CALL BACK [GO TO CALLBACK MODULE]
[NEED TO INDICATE THIS IS
ASSISTED INTERVIEW]

3 SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

4 REFUSAL [GO TO REFUSAL MODULE]
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PROXY4
TIsHE CHals QlE{Rol| BE 2| o[F0] oEH ZAILIR?

ENTER NAME:

TIet/HME of 20| TlstE CHalsH QIEIR Sote WE s tAILIR?

0lo

1 YES [GO TO PROXY5]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4  SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

PROXY5

[NAME ENTERED IN PROXY4] 1 X|2 S35t8 4= QILt2?

20| X|F ol AluLt?

1 YES [GO TO PROXYS6]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4  SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]
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PROXY6
(Ml O|&2 [INTERVIEWER NAME] 0|2 M= Medicare & Medicaid AMH|A

ME{(CMS)E CHAISH x|+ 6 7H2ZH [BENEFICIARY NAME] =2 o|Atet Zt3 AL & 2o

CHEr QB oll &ofall =4 HE 2Fst7| flsl M= ERSLICE)

CMS = Medicare € &dfl &= T2 2 MH|A 2 #tE1El Z&oll CH5H Medicare
THHAIEEFE 2YAQl I|=HE 87| 2[5 O] ZALE AA
[BENEFICIARY LAST NAME]'=l2| O|§0| [PROVIDER NAME] 2(8) &4 2% AR E
S0l 22 MHE|AELICH [BENEFICIARY LAST NAME] =2 RHAIS CHAISH
ot/ M of QIE{Rol|l &5t =5 3{=F 5t ai& LICh.

= AT = XAl FoiE 0|F 04X Foq 0F 0| CHEt #5Hel 22 [BENEFICIARY
LAST NAME] '= 2| Medicare 54240 0{F ¥ O|X|X| A &LICE O] QIE{RE Est=

Ol= of 20 20| A2 5| S&of et zhELIct,

[VENDOR NAME] 2(£) Holl o8t 277t /e HALE FMelst cms 231 &4 9| 1
SO T MEE ZRstx| daLch FIstel i SES [BENEFICIARY LAST NAME]
=ol TR of 2EE oALt 32| O 7oA ™o S7HEIX| E&LCt.

X|Z0| E 7IX| =z &Eal T4 = A= HHEE Alztel7te?

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO REMIND]

2 NO [GO TO CALLBACK MODULE]
3 REFUSAL [GO TO REFUSAL MODULE]
REMIND

0| QIE{R & E=2of E5t4l mioll= [BENEFICIARY LAST NAME] =2 CHAISH B 5tAl=
ZAUS 7|45t Al7| HHELICE. SIARSL ZH& Ab W2} B4El 12 0| FHoll 7|%
x

[GO TO MONITOR]
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INTRO2
(Ml O|&2 [INTERVIEWER NAME] 0|1 X{= Medicare & Medicaid AH|A

ME{(CMS)E CHAlSH st xIh 6 7H2zh o|Atet ZEE AR 2ol CHEF IE{R o &rodsH

FH NS 2Fst7| fls MEERIGLICH)

CMS £ Medicare £ S35l 2t= ZI2 9t MU|A 2L ##AEl ZZB&oi| CHSH Medicare
THAEZEEH EHMOl I|=8g 87| 2|5 O] ZAFE AlA|stD Ql&Lich 5t
0l20| [PROVIDER NAME]2(Z) WEFH A E SolM 2292 MHEEIY&LICH

2 T RSOl A042 0| ofXIH &Hod 040f CHEH Fistol ZWHS Fistol
Medicare S{=401 OfE &8 = OI&|X| St&LICH Ol QIEIRE W3He Gl o 20 0|
AR E|H B-od| et Z-ELCh.

[VENDOR NAME] 2(&) Mol o3t 2771 g HLE Melstn cms 23 9|
Tt Hote HEE Sf5tK| &Lt Fotel 7 8EH2 Fstel Tl=of 2HEE

O[AtLE 12| I =70 H Tz Ay

OH

ME|X| f&LICH

X|Zo| H 7tx| =0l Hsll &4 + = MHE A7

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO MONITOR]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6 SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8 SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOOILL [GO TO PROXY1]

12 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]
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MONITOR
AlEfst7| ™ A o 2ol BE el SMY ol M L8 ZLIHY = USS

org{= 2lL|C}.

<START INTERVIEW>
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Q1
X3l 7|&0f 2™ FSHAME [PROVIDER NAME]2(E) W E5t A& LICH

HELIM?

1 ¢

2 ofL|R [GO TO Q44 Intro]
98  <DON'T KNOW> [GO TO Q44 Intro]
99 <REFUSED> [GO TO Q44 Intro]

M [MISSING]

Q2 Intro. O] M2 Ljo| ZI20iA{= [PROVIDER NAME]Z(Z) "0l MZXI"2tD
XEgLc 20| 86t i I ArEfol| CHE RE2 S 71486t AIZ] BHEF LY.

Q2
TIsHAM ATI0l 22 f, 242 EXof 28 =g e M, olZHLU CHHE I F2
2

3= MEO| Ol MBAH2I7I2? (READ ANSWER CHOICES ONLY IF NEEDED)
of

|

2 otLI2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

3
(ogl M3BAE 3ot 7tAIK| HotLt 4L e? CHE & StLE ME
1 6 7He O|gt,

2 6 7ol 1 A OJ2t,

3 1 Aol 3 1 Ojat,

4 30 54 OJgt E=

5 5H o|4

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

=AM

ol
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?|5to1 O| MISAHE E H Y EsNLURICIS &

0 gt HE 1 [GO TO Q44 Intro]

1 1

2 2 H

3 3

4 4 H

5 5-9 H

6 10 1 o4

88 [NOT APPLICABLE]

98 <DON'T KNOW>

99 <REFUSED>

M [MISSING]

Q5

Kt e Mz g7t SA| E2e S, 824, E= SMZ o 2fst7| /s ol MBS At
Tz A0 M3st4l o] QILER? (READ ANSWER CHOICES ONLY IF NEEDED)
1 o

2 ofL|R [GO TO Q7]

88 [NOT APPLICABLE]

98 <DON’T KNOW> [GO TO Q7]

99 <REFUSED> [GO TO Q7]

M [MISSING]
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Q6
XLk 6 7HREZE SA| 2ot ZI2E 25 of|2st7| {6l o] MEAE IRz Ao Melste
e AlZtol of| ke &= QUURE MOo| Lotk AbFE e AL e? CHE & SHLE MES
FMNL:

1 gHHHE QIRNE,

2 7+,

3 CHoH, EE=

4 g

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q7

Xt 6 77t Ol MISARRE ATl E= UY4HQI TR E 27| 2[sl of2f 5t &l 40|
A24ILLR2? (READ ANSWER CHOICES ONLY IF NEEDED)

1 o

2 ot [GO TO Q9]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q9]

99  <REFUSED> [GO TO Q9]

M [MISSING]

Q8

oF g
1 Bt HE QIAS,
2 7+,

3 CH7H, EE=

4 g

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q9
Xlehe ezt ol #Ed HEoE M7 TR Azt Boi| o]l XMBAte| Fl2AE 35t

Ho| QleaiLte? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of

2 ol [GO TO Q11]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q11]

99  <REFUSED> [GO TO Q11]

M [MISSING]

Q10

Xt 7HEZt Hrt Tl Azt & ol M3 Re| Flzaz TFE M o/ gl 2o
CHet &2 1 o S ol &2 o[ dotLt A+ JefLte? ofE & stLHE MENS
FH

<DON'T KNOW>
<REFUSED>
M [MISSING]

1

2

3

4

88 [NOT APPLICABLE]
98

99

Xt 6 77t o|2 2t B o2 Hit TIE AlZt O|Fof O] MBSt FIRAR
™3tk Al 20| U2 AiLtR? (READ ANSWER CHOICES ONLY IF NEEDED)

2 otL|R [GO TO Q13]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q13]
99 <REFUSED> [GO TO Q13]

M [MISSING]
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ol
o
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= OH
-
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20
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-
FO
D
L
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o
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M

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q13

UE TzLe BALES S50 HALE R, EE oS EHXI0H & 7|A74 ELICH
X6 7zt O| MBS F2AZRE Y& Tof Ol 2 SXIE &2 Mol Jedie?

(READ ANSWER CHOICES ONLY IF NEEDED)

1 of

2 oL [GO TO Q15]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q15]

99  <REFUSED> [GO TO Q15]

M [MISSING]

Q14

K6 IWEZ O MSA TZAZRE HALE RIZE fIet KA S oI5 A= &2

Mol UeALt2? (READ ANSWER CHOICES ONLY IF NEEDED)
1 ol
2 ofL|R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q15

CHZ| AlZh2 CHZ | Al HAHA Lol M Z[ChEl AlZhE e gLt x| 7H9“'7.J o
X1| XPE oS AlZte 25 E| 15 2 O|LHol 24l MO LofLt Xk IedLe? s &

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

K|k 6 74zt ol MIES X7t 22 AbE S Olslst 7| &lH dEe Ho| LotLt xHF
!

1 St HHE QIRiS,
2 7HE,

3 CHoH, EE=

4 g

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q17
X'k 6 74zt ol MIES X7t Hotel HaE FolZAH S0 FUAE Xo| LofLt Xh=
ARALIR? ChE & otLHE MBS FA| 2!

.|

A

o4
yON

0|0

g e Q

&8

CH7H, EEE=

SEAF

o O

88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

A W N B
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Q18

K|k 6 74z o] MESAtet Y 22t EEolLt edofl &tall CHEHE Lz %0|

A2 MLEL? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of

2 ofL|e [GO TO Q20]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q20]
99 <REFUSED> [GO TO Q20]
M [MISSING]

Q19

X6 7HZE Ol MEA7} ol 2 Y &2 AE 24

22 HEE MI3 & Mo| Lotk AFF URALIR? LS & SHLEE MEH
1 B HE IS,

2 7t&,

3 CHoH, EE=

4 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q20

Xt 6 77t #Ske| o CiEt & o

MOo| dotLt RbF UURLIR? O & SHLUHE MBS MR
Bt T QIAS,

7t&,
CHoH, EE=

A W N B

SHAL
oo

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

O|Lt 4o &tal 7stol| Al olatist 7|

Hal Z= M2
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Q21
Xt 6 712zt Ol MBKE & (LA) 7t Hstel o|F 7152 7Hx[1 UURTE H0|

= ]
Aot AR UILIR? CHS & §HLEE MEHS FHI2:

1 $HEIE QI91S,
2 718

3 I:H7H 3

4 shA

88 [NOT APPLICABLE]
98 <DON'T KNOW>
99 <REFUSED>

Q22
Xt 6 77t #ISt7t ot &l H 250l CHaH O MIS A7 E52 E#det Mo| dofut At

o|04|__|._lc_l>_? C

AN AN

E|3
ol
ob
-
1]
rx m
gl
oI
-4
é
O

A W N P
[

-

-

- =
i
rr

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

K|k 6 74z ol MES A7t Hotet SEE Alzhe Ei o] Lot AHFE AURALER? CHS

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q24
K|k 6 74z Ol MIES A= FlotE 2lol EAAAL, AARO, EEE VB HALE 2T

0| QURALE2? (READ ANSWER CHOICES ONLY IF NEEDED)

1 o

2 ol [GO TO Q26]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q26]
99  <REFUSED> [GO TO Q26]

M [MISSING]

Q25

A0
1 Bt HE QiU
2 7}
3 CH
4 k2
88  [NOT APPLICABLE]
98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q26
Xt 6 7HE7t O] MBS At L ef 5& AlZO|Lt SEof CHsl CHEHE L= X 0|

A2 M&LI7H? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of

2 otL|L [GO TO Q35]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q35]
99 <REFUSED> [GO TO Q35]

M [MISSING]
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Q27
oA 2+ =282 HEX|E Z2E 0|0 CHEH o MB A2t CHEHE L= X 0|

A2 & LI7H? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of

2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q28
HHM & S22 x| USRI 22 = 0|0 CHEH O] MBS X2t CHEHE L= XO|

A2 M&LI7HF? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q29

Ol M3 Atet MEeF 58 Al=to[Lt STrof CHal| CHSHE LE+272 M, o M3 Rt= 5t 7t
MZtst7[of| z[Mo| FSIQIXK| E2RALEL2? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 of

2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q30
Ol MBAteH #ot 2 AISHOILE SO CHaH CHEHE Ltz 3, Yot S8

Al AILE2? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of

2 ot [GO TO Q35]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q35]

99 <REFUSED> [GO TO Q35]

M [MISSING]

Q31

| X|k 6 7HEZt Ol MBS X7t of =& 2ol cHaH olalistr| #12 HEE F5tollH ~S5h
Mol dotLt RbF UALIR? CHE B tLHE MEHE A2

<DON'T KNOW>
<REFUSED>
M [MISSING]

=

1

2

3

4

88 [NOT APPLICABLE]
98

99

Q32
Xt 6 7HEH7ZE XML ™ 2fof O MSA7H & =& ol Cial EAE & HEE

= =
MZE5HL HEE M 28 20| QYUALLL? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 of

2 ofL|e [GO TO Q34]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q34]
99 <REFUSED> [GO TO Q34]

M [MISSING]
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Q33

O| N SA=ZHE] &t
ONLY IF NEEDED)
1 ol

2 ol

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

rlo
el
x
0
HL
rr
o
g|=|
9.'—'
ﬁ

#{!Lt2? (READ ANSWER CHOICES

34
2IH 6 JHEZt Ol MB A= FI5t7t &2 =85te RE 7IMIIEE =22 F= YHS
oFg{ & 0| UALLL? (READ ANSWER CHOICES ONLY IF NEEDED)
1 o
2 otLI2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q35

K|t 6 77t O] MRt ==0|Lt ofiH ZSF | Al&0[2t: g= Zdof CHal CHEHE
L= X0| Qe &L7H? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of

2 oL [GO TO Q39]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q39]
99  <REFUSED> [GO TO Q39]

M [MISSING]

Q36

FHEAM =£0|Lt A& 2 HEXIZ 22 £ 0|Fo CH5H o] MBS+t CHSHE L= 0|
AU M&LITH? (READ ANSWER CHOICES ONLY IF NEEDED)

1 ol

2 ofL|R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q37
TotHM ==0|Lt A2 SR AEXE 2E= O|fo0 CH5H O MIS K2t CHSHE Liw=

Ho| U M&LIH? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of

2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q38
Ol MSAtet +==0|Lt Al E Ee=7doi| CHsll CH=HE L+ RIE M, ol MBS X skt

Mzt 7|0 20| FSIQIXK| 2RALEL2? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

39
2||_+ 6 70zt F5tel 7l HE HE & ol WL & Fletel 7tF ol &lIF =1t
3Rt FSHAM Hst=XIof Chall o] MBS At CHEtE L= X0l U N& L2
(READ ANSWER CHOICES ONLY IF NEEDED)

1 ¢

2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q40

Xt 6 7HEHZE Ol MB A= FI5tel 7HR! Y ME & ol= WL & F5tel 7tFolLt
ZIFE0 3Rst=XIo Cist Hetel 5|22 ESFILIL? (READ ANSWER CHOICES

ONLY IF NEEDED)
1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q41
0 oA 10 77t X[2] ZAHE ALS

ofitl H4E FAIZILIR?

ENTER NUMBER:
88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

&tod (x[et= 0, Z|= 10) O MSAHE B7tst 4l CHEH

[0-10 VALID RANGE]

Q42 Intro. CtZ EEE2 O| MKt Tz A0 AHF 23t M EEAtol| CHer ZAiLCt.

Q42

Xl 6 7zt ol MISA Tz A0 AT R M HEAE Flotel ZIOHR BFE =22

£ Mol oLt Xk ARALIL? ChE & StLHE MEs] FA|R:

1 Bt HE QIAS,
2 =3

3 CHoH, ==

4 g

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q43

K|k 6 7HEZ ol MIESAH Tz Aol AHF 3 M HER7E FsHE ool HH2 1 HE
=
=

CHEF 20| HotLt RHF QUULER? CHE & SHLIE MEiE] F M2
1 Bt HIT QIQ18,

2 74,

3 CHIH, EE=

4 et

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q44 Intro. CtS EES2 Xt 6 7t MEQISEZRE &2 Tl=of Cigh AL/t

Mz olEt QIJ—POIM MY M2
=
=

Q44
[PROVIDER NAME] 2/= ME22|917t27? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 of [GO TO Q48 Intro]

2 ot

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q45
Xt 6 77t MEoletol o2 AL SHAl MOl U24I&LIH? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 ofl

2 ot [GO TO Q48 Intro]
88 [NOT APPLICABLE]

98 <DON'T KNOW> [GO TO Q48 Intro]
99 <REFUSED> [GO TO Q48 Intro]

M [MISSING]
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K|k 6 Izt ME2letol of ool #| T Ol LofLt Xp= MegLr s &
E

1 ,
2 78,

3 CHoH, EE=

4 g

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

<DON'T KNOW>
<REFUSED>
M [MISSING]

A

1

2

3

4

88 [NOT APPLICABLE]
98

99

Q48 Intro. CtS AE2 Flotel ™A HF Tlzol 2rzE ZULICh x| 6 77k

=
ZIRE 9I5H B 2E MBAHES ZSHAAIR. xITH0] 2 HRE ZEHsH| DHIAIS.

48
:?*I%PQI ZIZEolE ZE oAtet ZHE A 2|1 T Q| FE7 TIRE 5 BtLtE

At E0| ZEELICH xl'—F 6 7HEZH A o2 s Hst7t FE = UAs S™E Kol
&5l FEtel 2R & =72 cistst Mol e ALt? (READ ANSWER CHOICES
ONLY IF NEEDED)

1 ¢

2 ofL|R

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

26 Centers for Medicare & Medicaid Services
September 2015 CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



49
2IH 6 JHEZH AL AldEn A5 Algatol CHal #stel RIZE & =72 CHstét
0| U2 4L|7}+? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

50
gl'ﬁ 6 7H&EZt 7I5t7t st= 2S0lLt AAMES tis Fletel TlzE & =72 st
Mo| QU2 ALI7H? (READ ANSWER CHOICES ONLY IF NEEDED)
1 o
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

51
gl'ﬁ 6 7HZt Fote| A2 IEt AR SHof sl Fstel TIRE & +72t
CHstet 20| 2 AL|7H? (READ ANSWER CHOICES ONLY IF NEEDED)
1 o
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q52
K|t 6 i 7t of XErefo|E =854l 20| U2 AL[7H? (READ ANSWER CHOICES
ONLY IF NEEDED)

1 of

2 otLle [GO TO Q55]
98  <DON'T KNOW> [GO TO Q55]
99 <REFUSED> [GO TO Q55]

M [MISSING]
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53
2||_+ 6 7Nzt H5tot 58 I MYk Mol chal| Fstel TIRE & =72 CHstét
Mol dott RkF U2 R&LI? TS & SHLHE MEisH FHIR:
Bt HE QIS
74
CHIH, EE=
et

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

A W N B

54
gl'—F 6 7Hazt Fstel x{eref Hi&of Chall #stel RIRE & +F2f CHEter 0|
L2 AIL|7H? (READ ANSWER CHOICES ONLY IF NEEDED)
1 ¢
2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

55
%H 6 70zt Hotel TIRZE & Tt HotolH &€&, S3E, RS2 =7 AlZ7|7t
UREX| 202 MO| JYUARLIL? (READ ANSWER CHOICES O F NEEDED)
1 ¢
2 otL|R

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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56
SIHG THZt FIStoA A™HOILE 2EBAE ZeEfste REO CHSH Fstel TIRE B
FTo} Ciatet Mol U/ &LITH? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q57 Intro. C

IS WEE2 Tistoll 28 ROl {517} 0] ZAtof Bodste ARFE Q|
s3g Jlaste

Q57

CHA| o 2 F|5o| MEFA] 742 AEH7| ofEic 11 AZESHAILIS? CFE2 & L= MEHSH
FNL:

1 Z| &

2 e £

3 £

4 28 &=

5 L&

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q58
CHA Mo 2 Fotel Mt HAlM EE= HMAM 744 AEf7F o{=E 0D MZSHAILER?

CHS & stLE MEfs F M 2:
!

ﬁ

Om mo Ho ox

=
=

HL oy
°
A
rr

I

<DON'T KNOW>
<REFUSED>
[MISSING]

Tgg U b w N ok
-
-
I
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Q59

Kt 12 747 S Lt BML EXMZ QAL Z|EF TlE 7|22 3 3| 0|4 HE6t4l 20
QS AL|7H? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q60

Ol MLt EXl= Hoiz 3 7i& ol X|&E 0|

ONLY IF NEEDED)
1 of
2 olL|e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q61
XY oA 7} A EH 2 HRE L 5
CHOICES ONLY IF NEEDED)

1 ¢

2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q62
| O] 2f2 XMo{x 3 7HE o4 X|&E BSME
CHOICES ONLY IF NEEDED)

1 ¢

2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

[GO TO Q61]

[GO TO Q61]
[GO TO Q61]

LI2? (READ ANSWER CHOICES

2 50 AHAI7t2? (READ ANSWER

[GO TO Q63]

[GO TO Q63]
[GO TO Q63]

x|=235t7| {8t 717+ 2? (READ ANSWER
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Q63
Xt 4 =7 Fstol AlX| HZO| AtE| &
UotLt EILtR? CHS & stLHE MEs)

2E Azt

<DON'T KNOW>
<REFUSED>
[MISSING]

ZO0O 0 A W N R
© ©

T

>

.

Q64

to 2 50| QAM|7F oA E|AILIR? (READ ANSWER CHOICES ONLY IF

NEEDED)
18 - 24 Al

1
2 25 - 34 M|
3 35-44 Al
4 45 - 54 M|
5 55 - 64 Al
6 65 - 69 Al
7 70 - 74 M|
8 75 - 79 M|
9 80 - 84 Al

10 85 A o|4t

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q65

(INTERVIEWER: ASK ONLY IF NEEDED: #/5t2| M2 o= ZAILIR7?)
1 =

2 044

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q66

Hatol 2|5 st2d2 o{€H Z|A|LE2? (READ ANSWER CHOICES ONLY IF NEEDED)

K R o
Y opy
o
d

A 1% R

[
s

CH

<DON'T KNOW>
<REFUSED>
[MISSING]

O oo U » W N BB
© 00

[

__

o <
®
~

02
o
-
1]
|4
]

tLF

Ja}
_o'l_l
>
-
FO
=)
_ITI_
mjo
ofM
g'l_l
-
M
>
m
é)'|__|
oK
=
FO

=2
QU e I Ho

i

.

R R
M0 ook
il

<DON'T KNOW>
<REFUSED>
[MISSING]

2QgH w Nk
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Q68

7HH 0 gof 0|2|o| CHE 1018 AFRSHAILIR2? (READ ANSWER CHOICES ONLY

IF NEEDED)

1 ol

2 oL [GO TO Q70]
98  <DON'T KNOW> [GO TO Q70]
99  <REFUSED> [GO TO Q70]
M  [MISSING]

Q69

EHO| A O P10{E A SHAILIR? (READ ANSWER CHOICES ONLY IF NEEDED)
1 A[2104

2 =0

3 gh=04

4 2{Alot 04

5 H| E =+ o

6 7|Et 2101 [SPECIFY]

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q70

2 YASHNHLE ESAl= Ol Al&Et 0212 0] U2 417kR27? (READ ANSWER

CHOICES ONLY IF NEEDED)
1 of
2 ot

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q71

Al2E S AL ot EE2 ME EAlE O Az o{248 0| 2417122 (READ
ANSWER CHOICES ONLY IF NEEDED)

1 ol

2 ofL|R

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q72
MAA, A EE HMM ZM MEo ESESHAHLE, 7145 7HLE, ZEstAlE ol Azt

o
01242 0| U2 41712? (READ ANSWER CHOICES ONLY IF NEEDED)
1 o
2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q73

7L} HIEtE @2 AlE= O AlZH8H 0{24=2 0| U2 41722 (READ ANSWER CHOICES
ONLY IF NEEDED)

1 ¢

2 oL

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q74

2 UHL 588 5t= o 04243 0] Y241722? (READ ANSWER CHOICES ONLY
IF NEEDED)

1 ol

2 ot

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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AMAME, Ha™, HME Al HE o] oAb OlLt £¥ & 4ol gsE ste= O
{242 € 231 U2 2722 (READ ANSWER CHOICES ONLY IF NEEDED)
1 o

2 oL

98  <DON'T KNOW>

99 <REFUSED>

M [MISSING]

Q76

SlAm S, BHE| -, =& AT QIA|O|A7F27? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 of, SlATHS, BtE|, E= AT QI7

2 SlAam=l, BE| =, AH|QIA|7} o} [GO TO Q78 Intro]

98  <DON'T KNOW> [GO TO Q78 Intro]

99 <REFUSED> [GO TO Q78 Intro]

M [MISSING]

Q77

THote o= Q1E &0 £HAILIR? TS & StLEE MEHS AR

1 HA|ZE, HA|ZE ot 2|2, XIFHe

2 Zo|l=2E2|Zt

3 Tt

4 CtE slamd], EtE[, AT QA

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99 <REFUSED>

M [MISSING]
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Q78 Intro

(IF THE RESPONDENT WANTS TO KNOW WHY YOU ARE ASKING WHAT RACE
THEY ARE, SAY: “R2| 28 S2IL|Ct 49| gjjojaof Cf B 2IF SH| & FxEt

At

Q78a
= Al2 Q1?7 (READ ANSWER CHOICES ONLY IF NEEDED)

1 of
2 ot

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q78b

(Fal2) &l == o= 2|7}+A O|=¢2l? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 o

2 ot

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q78c

(Fal2) 013 2| E= LAzt 21?2 (READ ANSWER CHOICES ONLY IF
NEEDED)

1 ol

2 otL|R

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q7sd
(& 412) ofAlok21? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of

2 ol [GO TO Q78e]
98  <DON'T KNOW> [GO TO Q78e]
99 <REFUSED> [GO TO Q78e]
M [MISSING]
Q78d1
(& al2) 21=7H? (READ ANSWER CHOICES ONLY IF NEEDED)
1 ol
2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78d2
(2 24l2) 53 7? (READ ANSWER CHOICES ONLY IF NEEDED)

1 o

2 otLI2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78d3

(2 &12) ZEEIH? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q78d4
(Fal2) dE7H? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2

88
98
99
M

Q78d5

of
ol

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

(F2l2) =7H? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2

88
98
99
M

Q78d6

of

oL

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

(F2l2) HIEE H? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2

88
98
99
M

Q78d7

of
ot

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

(2 412) 7|E} of Alot7H|? (READ ANSWER CHOICES ONLY IF NEEDED)

1

2

88
98
99
M

ol
ot

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]
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Q78e
(Fal2) 5teto| HF 0l EE = Ef ™Y XA =21? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 odl
2 ot [GO TO Q79]
98  <DON'T KNOW> [GO TO Q79]
99 <REFUSED> [GO TO Q79]
M [MISSING]
Q78el
(F412) 5teto| HF 2l ian? (READ ANSWER CHOICES ONLY IF NEEDED)
1 of
2 oL

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78e2
(F4le) BE £ 222 X2 (READ ANSWER CHOICES ONLY IF NEEDED)

1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q78e3
(& 2&I2) A2 0FE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 o
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q78e4
(F4A12) 7|E} EH Y M= Q1? (READ ANSWER CHOICES ONLY IF NEEDED)

1 of
2 ot

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q79
<INTERVIEWER CODE: DID SOMEONE HELP THE SAMPLED PERSON TO
COMPLETE THE INTERVIEW?>

1 YES

2 NO [GO TO END]
98  <DON'T KNOW> [GO TO END]
99  <REFUSED> [GO TO END]

M [MISSING]

Q80a

<HOW DID THAT PERSON HELP? MARK ONE OR MORE.>
<READ THE QUESTIONS TO SAMPLED PERSON>

1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q80b

<REPEATED THE ANSWERS SAMPLED PERSON GAVE>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q80c

<ANSWERED THE QUESTIONS FOR SAMPLED PERSON>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]
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Q80d

<TRANSLATED THE QUESTIONS INTO SAMPLED PERSON'’S LANGUAGE>

1 YES

2 NO

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q80e

<HELPED IN SOME OTHER WAY>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

END. Olde = ZEE Cf Oi&LICH AMZhe W MM Zr AR LICH

I
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